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AMENDMENTS TO THF ri.ATMS 

1 . (Cwently amended) A system for providing service to customers at service 
locations, each service location having a communication device adapted to communicate one or 
more events pertaining to a service event for a customer at the service location, the system 
comprising: 

a decisioning system communicatively coupled to the communication devices to 
receive the events, the decisioning system scheduling a primary service 
attendant from a plurality of service attendants for servicing each event 
according to at least a value of the customer at the service location that 
generated the event; 

a communication system communicatively coupled to the decisioning system to 

transmit a message to the primary service attendant selected for an event, the 
message indicating the service location at which the event is to be serviced; 
and 

a plurality of message receivers, used by the service attendants, the primary service 
attendant usin^ a message receiver to receive the message messag e s from the 
communication system. 

2. (Original) The system of claim 1 , wherein the customer value is based on 
potential revenue generated by the customer, 

3. (Original) The system of claim 1 , wherein the customer value is based on a 
theoretical win profile of the customer. 

4. (Original) The system of claim 1 wherein the customer value is based on a room 
rate of a room occupied by the customer. 

5. (Original) The system of claim 1, wherein the customer value is based on a room 
type of a room occupied by the customer. 
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6. (Original) The system of claim 1 , wherein the customer value is based on a 
number of persons in a party associated with the customer, 

7. (Original) The system of claim 1 , wherein the decisioning system uses a plurality 
of rules for scheduling the events for service. 

8. (Original) The system of claim 7, wherein the rules include: 

at least one rule for scheduling events according to an age of the event. 

9. (Ori^al) The system of claim 7, v^erein the mles include: 

at least one rule for scheduling events according to a type of event. 

10. (Original) The system of 7. wherein the mles include: 

at least one rule for scheduling events according to a location of the service location. 

1 1 . (Original) The system of claim 7, ^\^lerein the rules include: 

at least one rule for scheduling events according to a combination of an age of the 
event and a value of the customer. 

1 2. (Original) The system of claim 7, wherein the rules include: 

at least one rule for selecting a service attendant for servicing an event based on a 
location of the service location which generated the event and an assigned 
location of the service attendant. 

13. (Original) The system of claim 7, wherein title rules include: 

at least one rule for messaging a supervisor of the primary service attendant if the 
primary service attendant has not completed servicing the event in a certain 
amount of time, 

14. (Original) The system of 7^ wherein the rules include: 

at least one rule for scheduling events according to an age of the event; 
at least one rule for scheduling events according to a type of event; 
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at least one rule for schedxiling events according to a location of the service location; 
and 

at least one rule for selecting a service attendant for servicing an event based on a 
location of the service location which generated the event and an assigned 
location of the service attendant. 

1 5 . (Original) The system of claim 1 , wherein the service locations are gaming 
machines, and the communication devices are interface boards coupled to the gaming machines^ 
which conmiunicaTe game events to a gaming machine management system. 

1 6. (Currently amended) The system of claim 1 5, wherein the gaming machines are 
slot machines, and the communication devices are interface boards that communicate slot events 
to the gaming machine slet management system. 

1 7. (Currently amended) The system of claim 1 , wherein the communication system 
is a two-way messaging system , whereby [[and]] the message receivers can nansmit and receive 
messages aro two way m e ssage rec e iv e rs . 

1 8. (Original) The system of claim 1 7, wherein: 

the primary service attendant can accept or decline to service an event using the two- 
way message receiver, and wherein: 

in response to the primary service attendant declining to service an event* the 

decisioning system selects a secondary service attendant for servicing the 
event, and the messa^g system transmits a message to the secondary service 
attendant to service the evenL 

19. (Original) The system of claim 1 7, wherein: 

the primary service attendant can accept or decline to service an event using the two- 
way message receiver, and wherein: 

in response to the primary service attendant accepting to service an event, the 
decisioning system establishes the primary service attendant as being 
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unavailable to service another event until the primary service provider 
completes service of the accepted event 

20. (Origiiial) The systenri of claim 1 , vviierein the decisioning system monitors the 
time taken to service each event, and responsive to time taken to service an event exceeding a 
threshold amomt, the decisioning system selects an employee to notify of the incomplete 
service, and instructs the messaging system to transmit a message to the selected employee, 

2 1 . (Original) The system of claim 1, further comprising: 

a customer database, conamtmicatively coupled to the decisioning system and 

containing customer recoids indicating for each customer a measure of the 
customer's value and the customer's identification number, the decisioning 
system receiving from a service location a customer identification number and 
querying the customer database with the received customer identification 
number to obtain the measure of the customer's value, the decisioning system 
scheduling the event for service according to the obtained customer value. 

22. (Original) The system of claim 21 , wherein each service location includes a 
customer identification card reader, for reading a customer identification number from a 
customer identification card. 

23. (Currently amended) A system for providing service to customers at service 
locations, each service location having a communication means for commtmicating one or more 
events pertaining to a service event for a customer at the service location, the system comprising: 

a computer implemented decision making means communicatively coupled to the 
plurality of communication means for receiving the events, the decision 
making means selecting a primary service attendant firom a plurality of service 
attendants for servicing each event according to at least a value of a customer 
to be serviced for each event; 

a messaging means commimicatively coupled to the decision making means for 

transmitting a message to the primary service attendant selected for servicing 
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an event, the message indicating the service location at v^ch the event is to 
be serviced; and 

a plurality of message receiving means, used by the service attendants , the primary 
service attendant using a message receiving means for receiving the message 
moGoagos fiom the messaging means. 

24. (Original) The system of claim 23, \\1ierein the customer value is based on 
potential revenue generated by the oistomer. 

25. (Original) The system of claim 23, wherein the customer value is based on a 
theoretical win profile of the customer. 

26. (Original) The system of claim 23, wherein the customer value is based on a room 
rate of a room occupied by the customer. 

27. (Original) The system of claim 23, wherein the customer value is based on a room 
type of a room occupied by the customer. 

28. (Original) The system of claim 23, wherein the customer value is based on a 
number of persons in a party associated with the customer. 

29. (Original) The system of claim 23, wherein the decision making means includes a 
plurality of rules for scheduling the events for service. 

30. (Original) The system of claim 29. wherein the rules of the decision making 
means for scheduling events include: 

- at least one rule for scheduling events according to an age of the event. 

31. (Original) The system of claim 29, wherein the rules of the decision making 
means for scheduling events include: 

at least one rule for scheduling events according to a type of event. 

App. No. 09/782,677 - 7 - l9538/03784/SF/5138i99:J 



PA(2 11/25 * RCVD AT 5/2/2005 10:42:13 PM [Eastern DayligM 



MAY-D2-05 07M0PM FROM-Fenwick i West CTRB59 



415 261 1350 



T-441 P. 012/025 F-095 



32. (Original) The system of claim 29, wherein the rules of the decision making 
means for scheduling events include: 

at least one rule for scheduling events according to a location of the service location. 

33. (OriginaJ) The system of claim 29, wherein the rules of the decision making 
means for scheduling events include: 

at least one rule for scheduling events according to a combination of an age of the 
event and the value of the customer. 

34. (Original) The system of claim 29, wherein the rules of the decision making 
means for scheduling events include: 

at least one rule for selecting a service attendant for servicing an event based on a 
location of the service location which generated the event and an assigned 
location of the service attendant 

35. (Original) The system of claim 29. wherein the rules of the decision making 
means for scheduling events include: 

at least one rule for messaging a supervisor of the primary service attendant if the 
primary service attendant has not completed servicing the event in a certain 
amount of time. 

36. (Original) The system of claim 29, wherein the rules of the decision making 
means for scheduling wents include: 

at least one rule for scheduling events according to an age of the event; 
at least one rule for scheduling events according to a type of event; 
at least one rule for scheduling events according to a location of the service location; 
and 

at least one rule for selecting a service attendant for servicing an event based on a 
location of the service location which generated the event and an assigned 
location of the service attendant. 
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37. (Original) The system of claim 23, wfacrein the service locations arc gaming 
machines, and the communication devices are interface boards coupled to the gaming machines, 
vs^ch commtjnicate game events to a gaming machine management system. 

38. (Currently amended) The system of claim 37, wherein die gaming machines are 
slot machines, and the communication devices are interfece boards that commimicale slot events 
to the gaming machine slet management system. 

39- (Original) The system of claim 23, wherein the messaging means is a two-way 
paging system and the message receiving means are two-way pagers. 

40. (Original) The system of claim 39, wherein: 

the primary service attendant can accept or decline to service an event using the two- 
way message receiver, and wherein: 

in response to the primary service attendant declining to service an event, the decision 
making means selects a secondary service attendant for servicing the event, 
and the messaging system transmits a message to the secondary service 
attendant to service the event. 

4 1 . (Original) The system of claim 3 9, wherein: 

the primary service attendant can accept or decline to service an event using the two- 
way message receiver, and wherein: 

in response to the primary service attendant accepting to service an event, the 

decision making means establishes the primary service attendant as being 
unavailable to service another event until the primary service provider 
completes service of the accepted event. 

42. (Original) The system of claim 23, wherein the decision making means monitors 
the time taken to service each event, and responsive to time taken to service an event exceeding a 
threshold amount, the decision making means selects an employee to notify of the incomplete 
service, and instructs the messaging system to transmit a message to the selected employee, 
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43- (Original) The system of claim 23, further comprisii^; 

a customer database, communicatively coi^led to the decision making means and 
containing customer records indicating for each customer a measure of the 
customer's value and the customer's identification number, the decision 
making means receiving from a service location a customer identification 
number and querying the customer database with the received customer 
identification number to obtain the measure of the customer's value, the 
decision making means scheduling the event for service according to the 
obtained customer value. 

44. (Original) The system of claim 43, wherein each service location includes a 
customer identification card reader, for reading a customer identification number from a 
customer identification card. 

45. (Original) A system for servicing ctistomers at service locations, the system 
comprising: 

means for transmitting from a service location a message pertaining to an event at the 
service location and for which a customer at the service location needs service 
by a service attendant; 

means for receiving the transmitted message; 

means, communicatively coupled to the receiving means, for scheduling the event 

according to at least the value of the customer; 
means for selecting a first service attendant for servicing the scheduled event; and 
means for transmitting a message to the first service attendant identifying the service 

location to be serviced for The event. 

46. (Original) A method of servicing customers at service locations, the method 
comprising; 

transmitting from a communication device at a service location a message pertaining 
to an event at the service location and for which a ctistomer at the service 
location needs service by a service attendant; 

receiving the transmitted message; 
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scheduling xhe event for servicing by a first service attendant according to at least a 
value of the customer ai the service location that generated the event; and 

transnaitting a message to the first service attendant identifying the service location to 
be serviced for the event. 

47. (Original) The method of claim 46, further comprising; 

receivhig j&ora a customer ai a service location data identifying the customer, wherein 

transmitted message includes the data identifying at least one of a the 

customer or the service location; and 
scheduling the event for servicing by a first service attendant according to at least a 

value of the customer at the service location comprises determining from the 

identifying data the value of the customer. 

48. (Original) The method of claim 46, wherein the service locations are hotel rooms. 

49. (Original) The method of claim 46, wherein the service locations are cruise ship 

cabins. 

50. (Ori^al) The method of claim 46, wherein the service locations are amusement 
part facilities. 

5 1 . (Original) The method of claim 46, wherein the service locations are restaurant 

tables. 

52. (Original) The method of claim 46, further comprising: 

receiving from the first service attendant a message declining to service an event; 
selecting a second service anendant to service the event: and 
transmitting a message to the second service attendant to service the event 

53. (Original) The method of claim 46, wherein: 

receiving from the first service anendant a message accepting to service an event; and 
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establishing the first service attendant as being unavailable to service another event 
imtil the first service provider completes service of the accepted event 

54. (Original) The method of claim 53, wherein the message from the first service 
atteaidant is transmitted from a communication device fixed at the service location, 

55. (Original) The method of claim 46, further comprising; 
momtoring the time taken to service the event; and 

responsive to the time taken to service an event exceeding a threshold amount, 
transmitting a message to another employee to notify of the incomplete 
service. 

56. (Original) The method of claim 46, further comprising: 
monitoring an aggregate perfomiance criteria for servicing the events; and 
responsive the aggregate performance criteria exceeding a threshold amount, 

transmitting a message to supervisor, 

57. (Original) The method of claim 46, further comprising: 

responsive to not receiving, within a predetermined amount of time.^ an acceptance 
fi-om the first service attendant of the message to service the event, 
transmitting a message to a second service attendant to service the event. 

58. (Original) The method of claim 46, wherein scheduling the event for servicing 
further comprises: 

scheduling the event for servicing using a plurality of rules. 

59. (Original) The method of claim 46, wherein scheduling the event for servicing 
further comprises: 

scheduling the event for servicing according to an age of the event. 

60. (Original) The method of claim 46, wherein scheduling the event for servicing 
further comprises: 
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scheduling the event for servicing according to a type of event, 

6L (Original) The method of claim 46, wherein the cmtomer value is based on 
potential revenue generated by the cnstomen 

62. (Original) The method of claim 46, wherein the customer value is based on a 
theoretical win profile of the customer, 

63 . (Original) The method of claim 46, wherein the customer value is based on a 
room rate of a room occupied by the customer. 

64. (Original) The method of claim 46, wherein the customer value is based on a 
room type of a room occupied by the customer. 

65. (Original) The method of claim 46, \^iierein the customer value is based on a 
number of persons in a party associated with the customer, 

66. (Original) The method of claim 46;, wherein scheduling the event for servicing 
further comprises: 

scheduling the event for servicing according to a location of the service location. 

67. (Original) The method of claim 46, wherein scheduling the event for servicing 
further comprises: 

scheduling the event for servicing according to a combination of an age of the event 
and a value of the customer. 

68. (Original) The method of claim 46, wherein scheduling the event for servicing 
further comprises: 

selecting a service attendant for servicing an event based on a location of the service 
location which generated the event and an assigned location of the service 
attendant 
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69. (Cmrently amended) The method of claim 46. wherein scheduling the event for 
servicing further comprises: 

messaging a supervisor of the first primiuy service attendant if the first primar>^ 

service attendant has not completed servicing the event in a certain amount of 
time. 

70. (Original) The method of claim 46, wherein scheduling the event for servicing 
further comprises: 

scheduling the event for servicing according to, an age of the event, a type of event, a 

location of the service location; and 
selecting a service attendanx for servicing an event based on a location of the service 

location which generated the event and an assigned location of the service 

attendant. 

71 . (Original) The method of claim 46, further comprising: 
receiving fiom the service location a customer identification number; 
querying a customer database with the received customer identification number to 

obtain the measure of the customer* s value; and 
scheduling the event for service according to the obtained customer value. 

72. (Original) The method of claim 46, wherein each service location includes a 
customer identification card reader, for reading a customer identification number fi*om a 
customer identification card- 

73. (Original) The method of claim 46, wherein scheduling the event further 
comprises scheduling the event using scheduling rules pertaining to an amount of time an event 
has been pending, an evaluation of the customer's value, and a type of the event. 

74. (Original) The method of claim 46, wherein the service locations are gaming 
machines, and the service location events include a jackpot at a gaming machine. 
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75. (Original) A system for providing service to ctistomers at service locations, 
wherein each service location having a communication device ad^ted to communicate one or 
more events pertaining to the status of a customer at the service location, the system comprising: 

a decisioning system for scheduling the events for service, by receiving the events 
from the communication devices and using a plurality of rules to select a 
primary service attendant for servicing each event including at least one rule 
to schedule an event based on a value of the customer, to produce a 
periodically updated event service schedule; 

a communication system for transnaitdng a message to the primary service attendant 
selected for an event, by way of a two-way communication network, to 
produce a message indicating to the primary service attendant the sen/ice 
location at which the event is to be serviced; and 

a plurality of message receivers, each service attendant having one of the message 

receivers^ for receiving the messages from the communication system, by way 
of the two-way communication network, to produce to the service attendant to 
message. 
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